Клієнтоорієнтований підхід в політиці обслуговування клієнтів фінансово-кредитних установ by Савіна, Н. Б. & Мардієва, О. Ю.
 
                                                                                        Мɟɧɟɞɠɦɟɧɬ,  ɦɚɪɤɟɬиɧɝ ɬɚ ɥɨɝіɫɬиɤɚ 
 
Виɩɭɫɤ ХX, №4, ɱɚɫɬиɧɚ ɩɟɪɲɚ, 2014_______________________________________ 83
ȁǲǸХлкнХХ Х ХХХХ Х Х Х Х Х
Х Х Х Х Х ХХХХХ ХХХХХХХХХХХХǻгХǯгХǿǮǰІǻǮХ






ǰХ ȟȠȎȠȠȳХ ȐȖȕțȎȥȓțȜХ ȒȜȤȳșȪțȳȟȠȪХ ȐȝȞȜȐȎȒȔȓțțȭХ
ȘșȳєțȠȜȜȞȳєțȠȜȐȎțȜȴХ ȝȜșȳȠȖȘȖХ ȒȳȭșȪțȜȟȠȳХ ȢȳțȎțȟȜȐȜвȘȞȓȒȖȠțȖȣХ




policiesХ ofХ financialХ institutionsгХ TheХ basicХ parametersХ andХ
requirementsХforХcustomerХserviceХqualityХinХfinancialХinstitutionsХ
areХmarkedгХ
ǸșȬȥȜȐȳХ ȟșȜȐȎпХ ȝȜșȳȠȖȘȎХ ȜȏȟșȡȑȜȐȡȐȎțțȭХ ȘșȳєțȠȳȐбХ
ȘșȳєțȠȜȜȞȳєțȠȜȐȎțȳȟȠȪХ ȢȳțȎțȟȜȐȜвȘȞȓȒȖȠțȖȣХ ȡȟȠȎțȜȐбХ ȭȘȳȟȠȪХ
ȜȏȟșȡȑȜȐȡȐȎțțȭгХ
Х
ȁХ ȟȡȥȎȟțȖȣХ ȡȚȜȐȎȣХ ȏȡȒȪвȭȘȎХ ȘȜȚȝȎțȳȭбХ ȭȘȎХ ȣȜȥȓХ ȏȡȠȖХ
ȟȡȥȎȟțȜȬХ ȠȎХ ȡȟȝȳȦțȜȬбХ ȝȜȐȖțțȎХ ȏȡȠȖХ ȠȎȘȜȬбХ ȧȜȏХ ȘșȳєțȠХ țȎХ
ȡȟȳȣХȟȠȎȒȳȭȣХȜȏȟșȡȑȜȐȡȐȎțțȭХȜȠȞȖȚȡȐȎȐХȝȳȒȠȞȖȚȘȡХȡХȞȓȎșȳȕȎȤȳȴХ
ȟȐȜȴȣХ ȝȜȠȞȓȏгХ ȀȜȚȡХ ȐȎȔșȖȐȖȚХ ȟȠȎєХ ȘșȳєțȠȜȜȞȳєțȠȜȐȎțȳȟȠȪХ
ȐȳȠȥȖȕțȭțȖȣХȘȜȚȝȎțȳȗгХХ
ǻȎХ ȝȞȎȘȠȖȤȳХ ȝȳȒХ «ȘșȳєțȠȜȜȞȳєțȠȜȐȎțȳȟȠȬ»Х ȞȜȕȡȚȳȬȠȪХ
ȣȎȞȎȘȠȓȞȖȟȠȖȘȡХȏȳȕțȓȟȡбХȘȜȚȝȎțȳȴбХȜȘȞȓȚȜȑȜХȟȝȳȐȞȜȏȳȠțȖȘȎбХȭȘȎХ
ȒȓȘșȎȞȡєȠȪȟȭХ ȐХ țȜȞȚȎȠȖȐțȖȣХ ȒȜȘȡȚȓțȠȎȣХ ȟȡȏ'єȘȠȳȐХ
ȑȜȟȝȜȒȎȞȬȐȎțțȭХ ȠȎХ ȕȎȟȠȜȟȜȐȡєȠȪȟȭХ țȎХ ȝȞȎȘȠȖȤȳгХ ǰХ ȡȚȜȐȎȣХ
ȕȞȜȟȠȎȬȥȜȬХ ȘȜțȘȡȞȓțȤȳȴХ ȚȳȔХ ȟȡȏ’єȘȠȎȚȖХ țȎȤȳȜțȎșȪțȜȴХ
ȓȘȜțȜȚȳȘȖбХ ȘșȳєțȠȖХ ȟȠȎșȖХ ȏȳșȪȦХ ȐȖȚȜȑșȖȐȖȚȖХ ȡХ ȟȠȎȐșȓțțȳХ ȒȜХ
ȡȟȠȎțȜȐбХ ȧȜХ ȴȣХ ȜȏȟșȡȑȜȐȡȬȠȪгХ ǿȎȚȓХ ȢȳțȎțȟȜȐȜвȘȞȓȒȖȠțȳХ
ȡȟȠȎțȜȐȖбХ ȕȜȘȞȓȚȎХ ȏȎțȘȖбХ єХ ȜȟțȜȐțȜȬХ șȎțȘȜȬХ ȓȘȜțȜȚȳȥțȜȴХ
ȟȖȟȠȓȚȖбХ ȭȘȖȚХ țȎșȓȔȖȠȪХ ȘșȬȥȜȐȎХ ȞȜșȪХ ȡХ ȘȞȓȒȖȠțȜв
ȢȳțȎțȟȜȐȜȚȡХ ȜȏȟșȡȑȜȐȡȐȎțțȳХȐȟȳȣХ ȡȥȎȟțȖȘȳȐХ țȎȤȳȜțȎșȪțȜȴХ
ȓȘȜțȜȚȳȘȖгХ ȀȜȚȡХ ȕȞȜȟȠȎȬȠȪХ ȐȖȚȜȑȖХ ȒȜХ ȝȞȜȟȠȜȠȖХ ȠȎХ ȕȞȡȥțȜȟȠȳХ
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țȎȒȎțțȭХȴȣХȝȜȟșȡȑбХȎХȠȎȘȜȔХȒȜХȭȘȜȟȠȳХȜȏȟșȡȑȜȐȡȐȎțțȭгХǼȟȘȳșȪȘȖХ
ȢȳțȎțȟȜȐȳХ ȝȞȜȒȡȘȠȖХ ȟȠȎțȒȎȞȠȖȕȜȐȎțȳХ ȠȎХ ȚȎșȜХ ȐȳȒȞȳȕțȭȬȠȪȟȭХХ
ȟȓȞȓȒХ ȐȳȠȥȖȕțȭțȖȣХ ȡȟȠȎțȜȐбХ ȝȳȘșȡȐȎțțȭХ ȝȞȜХ ȘșȳєțȠȎХ ȠȎХ ȭȘȳȟȠȪХ
ȜȏȟșȡȑȜȐȡȐȎțțȭХ ȟȠȎȬȠȪХ ȒȡȔȓХ ȐȎȔșȖȐȖȚȖХ ȟȘșȎȒȜȐȖȚȖХ ȒșȭХ
ȡȟȝȳȣȡХ țȎХ ȢȳțȎțȟȜȐȜȚȡХ ȞȖțȘȡгХ ǿȎȚȓХ ȠȜȚȡбХ ȝȞȜȒȎȔХ ȠȎȘȖȣХ
ȝȞȜȒȡȘȠȳȐбХȐХȝȓȞȦȡХȥȓȞȑȡбХȚȎєХȏȎȕȡȐȎȠȖȟȭХțȎХȝȜȠȞȓȏȎȣХȘșȳєțȠȎгХ
ХХǽȖȠȎțțȭХ ȢȜȞȚȡȐȎțțȭХ ȜȟțȜȐțȖȣХ ȕȎȟȎȒХ ȘșȳєțȠȟȪȘȜȴХ
ȝȜșȳȠȖȘȖХȒȳȭșȪțȜȟȠȳХȘȜȚȝȎțȳȗХȞȜȕȑșȭȒȎșȖȟȪХȠȎȘȖȚȖХȐȥȓțȖȚȖХȭȘХ
ǹгХ ǿȜȘȜșȜȐбХ ǻгǺȎȟșȜȐȎбХ ǻгХ ǿȡȦȘȜбХ ǹгХ ǯȓȕȠȓșȓȟțȎбХ ǼгХ
ǺȡȣȜȞȠȜȐȎбХ ІгХ ǹȬȠȖȗбХ ȂгХ ǻ’ȬȓșșбХ ǸХ ȃȎȞȟȪȘȖȗгХ ǽȞȜȠȓХ ȡХ
ȐȳȠȥȖȕțȭțȖȣХ ȘȜȚȝȎțȳȗХ țȓȚȎєХ ȘȜȚȝșȓȘȟțȜȑȜХ ȝȳȒȣȜȒȡХ ȒȜХ
ȢȜȞȚȡȐȎțțȭХ ȜȟțȜȐțȖȣХ ȕȎȟȎȒХ ȘșȳєțȠȜȜȞȳєțȠȜȐȎțȜȴХ ȝȜșȳȠȖȘȖХ
ȒȳȭșȪțȜȟȠȳбХȧȜХȎȘȠȡȎșȳȕȡєХȜȏȞȎțȡХȠȓȚȡХȒȜȟșȳȒȔȓțțȭгХ
ǼȒțȳєȬХ ȕХ ȝȞȜȏșȓȚХ ȡХ ȟȢȓȞȳХ țȎșȎȑȜȒȔȓțțȭХ ȐȳȒțȜȟȖțХ ȕХ
ȘșȳєțȠȎȚȖХ єХ ȐȳȒȟȡȠțȳȟȠȪХ ȞȜȕȞȜȏșȓțȜȑȜХ ȎșȑȜȞȖȠȚȡХ ȞȓȎșȳȕȎȤȳȴХ
ȟȡȥȎȟțȖȣХȘșȳєțȠȜȜȞȳєțȠȜȐȎțȖȣХȘȜțȤȓȝȤȳȗХȕХȐȖȕțȎȥȓțțȭХȓȠȎȝȳȐбХ
ȝȎȞȎȚȓȠȞȳȐХ ȠȎХ ȡȚȜȐХ ȴȣХ ȐȝȞȜȐȎȒȔȓțțȭХ ȐХ ȏȎțȘȡХ [о]гХ ǵțȎȥțȎХ
ȘȳșȪȘȳȟȠȪХȘȜȚȝȎțȳȗХțȎȐȳȠȪХțȓХȡȟȐȳȒȜȚșȬȬȠȪбХȧȜХȒșȭХȠȜȑȜбХȧȜȏХ
ȞȓȎșȳȕȡȐȎȠȖХ ȟȠȞȎȠȓȑȳȬХ ȘșȳєțȠȜȜȞȳєțȠȜȐȎțȜȟȠȳбХ ȴȚХ ȝȜȠȞȳȏțȜХ
ȞȓȜȞȑȎțȳȕȡȐȎȠȖХ ȟȐȜȬХ ȒȳȭșȪțȳȟȠȪХ [же]гХ ǽȜșȳȠȖȘȎХ ȢȳțȎțȟȜȐȜȴХ
ȡȟȠȎțȜȐȖХ ȧȜȒȜХ ȜȏȟșȡȑȜȐȡȐȎțțȭХ ȘșȳєțȠȳȐХ ȚȎєХ ȏȡȠȖХ
ȢȜȞȚȎșȳȕȜȐȎțȎХ ȡХ ȐȖȑșȭȒȳХ єȒȖțȖȣХ ȘȜȞȝȜȞȎȠȖȐțȖȣХ ȟȠȎțȒȎȞȠȳȐХ
ȭȘȜȟȠȳХ ȜȏȟșȡȑȜȐȡȐȎțțȭХ ȘșȳєțȠȳȐбХ ȧȜХ ȏȡȒȡȠȪХ ȜȟțȜȐȜȬХ ȒșȭХ
ȐȝȞȜȐȎȒȔȓțțȭХ țȎХ ȝȞȎȘȠȖȤȳХ ȭȘȳȟțȜȑȜХ ȜȏȟșȡȑȜȐȡȐȎțțȭХ ȠȎХ
ȐȎȔșȖȐȖȚХХȘȞȜȘȜȚХȒȜХȘșȳєțȠȜȜȞȳєțȠȜȐȎțȜȟȠȳгХХХ
ǺȓȠȜȬХȒȎțȜȴХȞȜȏȜȠȖХ єХ ȞȜȕȑșȭȒХțȓȜȏȣȳȒțȖȣХȝȓȞȓȒȡȚȜȐХȒșȭХ
țȎȒȎțțȭХ ȘșȳєțȠȎȚХ ȝȜȟșȡȑХ ȐȖȟȜȘȜȑȜХ ȞȳȐțȭХ ȭȘȜȟȠȳХ ȠȎХ
ȕȎȏȓȕȝȓȥȓțțȭХ ȕȎȒȜȐȜșȓțȜȟȠȳХ ȠȎХ șȜȭșȪțȜȟȠȳХ ȘșȳєțȠȳȐгХ
ǵȎȏȓȕȝȓȥȓțțȭХ ȭȘȳȟțȜȑȜХ ȟȓȞȐȳȟȡХ ȜȏȟșȡȑȜȐȡȐȎțțȭХ ȘșȳєțȠȳȐХ
ȢȳțȎțȟȜȐȜвȘȞȓȒȖȠțȜȴХ ȡȟȠȎțȜȐȖХ ȕȚȜȔȓХ ȐȖȑȳȒțȜХ ȐȳȒȞȳȕțȖȠȖХ ȤȬХ
ȡȟȠȎțȜȐȡХȟȓȞȓȒХХȘȜțȘȡȞȓțȠȳȐгХХ
ȍȘХ ȝȜȘȎȕȡєХ ȠȓȜȞȓȠȖȥțȎХ ȏȎȕȎХ ȠȎХ ȝȞȎȘȠȖȘȎХ țȎȒȎțțȭХ ȝȜȟșȡȑХ
ȢȳțȎțȟȜȐȜвȘȞȓȒȖȠțȖȚȖХ ȡȟȠȎțȜȐȎȚȖбХ ȟȓȞȓȒХ ȢȎȘȠȜȞȳȐбХ ȭȘȳХХ
ȐȝșȖȐȎȬȠȪХțȎХХȘșȳєțȠȜȜȞȳєțȠȜȐȎțȳȟȠȪХȘȜȚȝȎțȳȴХȟșȳȒХȕȎȕțȎȥȖȠȖпХ
țȎȭȐțȳȟȠȪХ ȘșȳєțȠȟȪȘȜȴХ ȝȜșȳȠȖȘȖрХ țȎȭȐțȳȟȠȪХ ȝȞȜȢȓȟȳȗțȖȣХ
ȘȜțȟȡșȪȠȎțȠȳȐрХ țȎȒȎțțȭХ ȭȘȳȟțȜȑȜХ ȟȓȞȐȳȟȡХ ȜȏȟșȡȑȜȐȡȐȎțțȭрХ
ȐȟȠȎțȜȐșȓțțȭХȒȞȡȔțȳȣХȐȕȎєȚȜȐȳȒțȜȟȖțȖХȕХȘșȳєțȠȜȚХȠȎХȎȘȠȖȐțȎХ
ȟȝȳȐȝȞȎȤȭХ ȕХ ȘșȳєțȠȜȚрХ ȟȐȜєȥȎȟțȳȟȠȪХ ȝȞȜȝȜțȡȐȎțțȭХ ȝȜȠȞȳȏțȜȑȜХ
ȝȞȜȒȡȘȠȡХ ȘșȳєțȠȡрХ ȭȘȳȟțȓХ ȝȞȜȐȓȒȓțțȭХ ȟȓȑȚȓțȠȎȤȳȴХ ȠȎХ
ȘȎȠȓȑȜȞȖȕȎȤȳȴХ ȘșȳєțȠȟȪȘȜȴХ ȏȎȕȖрХ ȝȳȒȠȞȖȚȘȎХ ȏȎȕȖХ ȒȎțȖȣХ ȝȞȜХ
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ȘșȳєțȠȳȐХ ȐХ ȎȘȠȡȎșȪțȜȚȡХ ȟȠȎțȳрХ țȎȭȐțȳȟȠȪХ ȒȳȬȥȖȣХ ȘșȳєțȠȟȪȘȖȣв
ȠȓȣțȜșȜȑȳȗбХ ȎХ ȟȎȚȓХ ȟȖȟȠȓȚȖХ ȡȝȞȎȐșȳțțȭХ ȓȢȓȘȠȖȐțȳȟȠȬХ
ȐȕȎєȚȜȐȳȒțȜȟȖțХȕХȘșȳєțȠȎȚȖХЭшRMвȟȖȟȠȓȚȖЮгХ





вХ ȐȟȠȎțȜȐșȓțțȭХ єȒȖțȜȑȜХ ȝȓȞȓșȳȘȡХ ȘșȬȥȜȐȖȣХ ȝȜȘȎȕțȖȘȳȐХ
ȭȘȜȟȠȳХȜȏȟșȡȑȜȐȡȐȎțțȭХȳХȐȖȚȜȑХȒȜХȚȓȠȜȒȖȘХȴȣХȐȖȚȳȞȬȐȎțȪрХ
вХ ȐȟȠȎțȜȐșȓțțȭХ єȒȖțȜȑȜХ ȝȜȞȭȒȘȡХ ȘȜțȠȞȜșȬХ ȒȜȠȞȖȚȎțțȭХ
ȐȟȠȎțȜȐșȓțȖȣХȐȖȚȜȑХȒȜХȭȘȜȟȠȳХȜȏȟșȡȑȜȐȡȐȎțțȭХȘșȳєțȠȳȐрХ
вХ ȕȎȏȓȕȝȓȥȓțțȭХ ȐȳȒȝȜȐȳȒțȜȟȠȳХ ȜȏȟșȡȑȜȐȡȐȎțțȭХ Х ȐȖȚȜȑȎȚХ ȠȎХ
ȜȥȳȘȡȐȎțțȭȚХȘșȳєțȠȳȐгХ
ǾȜȕȑșȭțȓȚȜХȒȓȠȎșȪțȳȦȓХȢȎȘȠȜȞȖбХȭȘȳХȢȜȞȚȡȬȠȪХȟȝȞȖȗțȭȠȠȭХ
ȜȏȟșȡȑȜȐȡȐȎțțȭХ ȘșȳєțȠȎȚȖХ ȡȟȠȎțȜȐȖХ ȠȎХ єХ ȝȓȞȓȒȡȚȜȐȜȬХ
ȒȜȟȭȑțȓțțȭХ ȕȎȝșȎțȜȐȎțȖȣХ ȞȓȕȡșȪȠȎȠȳȐгХ ǿȝȞȖȗțȭȠȠȭХ ȘșȳєțȠȎȚȖХ
ȭȘȜȟȠȳХ ȜȏȟșȡȑȜȐȡȐȎțțȭХ ȐȖȕțȎȥȎєȠȪȟȭХ ȞȳȐțȓȚХ ȐȳȒȝȜȐȳȒțȜȟȠȳХ
ȢȎȘȠȖȥțȜȴХ ȭȘȜȟȠȳХ ȜȏȟșȡȑȜȐȡȐȎțțȭХ ȜȥȳȘȡȐȎțțȭȚХ ȘșȳєțȠȳȐгХ
ǼȥȳȘȡȐȎțțȭХȘșȳєțȠȳȐХȐȳȒХȜȏȟșȡȑȜȐȡȐȎțțȭХȡХȢȳțȎțȟȜȐȳȗХȡȟȠȎțȜȐȳХХХ
ȢȜȞȚȡȬȠȪȟȭХțȎХȜȟțȜȐȳХțȎȟȠȡȝțȖȣХȘșȬȥȜȐȖȣХȢȎȘȠȜȞȳȐХЭȠȎȏșгХжЮгХ
ǻȎХ ȜȟțȜȐȳХ ȢȎȘȠȜȞȳȐбХ ȧȜХ ȚȎȬȠȪХ ȳȟȠȜȠțȖȗХ ȐȝșȖȐХ țȎХ
ȟȝȞȖȗțȭȠȠȭХ ȭȘȜȟȠȳХ ȜȏȟșȡȑȜȐȡȐȎțțȭбХ ȘȜȚȝȎțȳȴХ țȓȜȏȣȳȒțȜХ
ȐȖȕțȎȥȖȠȖХ ȐȳȒȝȜȐȳȒțȖȗХ țȎȏȳȞХ ȘșȬȥȜȐȖȣХ ȝȜȘȎȕțȖȘȳȐбХ ȧȜХ










ǲșȭХ ȕȎȏȓȕȝȓȥȓțțȭХ ȟȠȎȏȳșȪțȜХ ȐȖȟȜȘȜȑȜХ ȞȳȐțȭХ ȭȘȜȟȠȳХ
ȜȏȟșȡȑȜȐȡȐȎțțȭХ ȳХ ȗȜȑȜХ ȏȓȕȝȓȞȓȞȐțȜȑȜХ ȝȜșȳȝȦȓțțȭХ ȕȎХ ȐȟȳȚȎХ
ȘșȬȥȜȐȖȚȖХȝȜȘȎȕțȖȘȎȚȖХȭȘȜȟȠȳХțȓȜȏȣȳȒțȜХȐȟȠȎțȜȐȖȠȖХȐȖȚȜȑȖбХ
ȳХȜȞȑȎțȳȕȜȐȡȐȎȠȖХȚȜțȳȠȜȞȖțȑХȠȎХȘȜțȠȞȜșȪХȴȣХȐȖȘȜțȎțțȭгХ
ǰȖȚȜȑȖХ ȝȜȐȖțțȳХ ȏȡȠȖХ ȐȟȠȎțȜȐșȓțȳХ ȕХ ȡȞȎȣȡȐȎțțȭȚХ
țȓȜȏȣȳȒțȜȟȠȳХȝȳȒȐȖȧȓțțȭХȗȚȜȐȳȞțȜȟȠȳХȢȜȞȚȡȐȎțțȭХȡХȘșȳєțȠȳȐХХ
Пɪɨɛɥɟɦи ɪɚɰіɨɧɚɥьɧɨɝɨ ɜиɤɨɪиɫɬɚɧɧя ɫɨɰіɚɥьɧɨ-ɟɤɨɧɨɦіɱɧɨɝɨ 
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ȝȜȕȖȠȖȐțȜȑȜХ ȒȜȟȐȳȒȡХ ȐȳȒХ ȐȳȒȐȳȒȡȐȎțȪХ ȏȎțȘȡбХ ȎХ ȠȎȘȜȔХ ȕХ
ȡȞȎȣȡȐȎțțȭȚХ ȚȳțȳȚȳȕȎȤȳȴХ ȗȚȜȐȳȞțȜȟȠȳХ ȐȖțȖȘțȓțțȭХ ȡХ ȘșȳєțȠȳȐХ
«țȓȑȎȠȖȐțȜȑȜХ ȒȜȟȐȳȒȡ»гХ ǰȟȳХ ȕȎȠȐȓȞȒȔȓțȳХ ȐȖȚȜȑȖХ ȠȎХ ȝȜșȜȔȓțțȭХ
ȟȠȎțȒȎȞȠȳȐХ ȭȘȜȟȠȳХ ȏȎțȘȡХ ȝȜȐȖțțȳХ țȓȡȣȖșȪțȜХ ȳХ ȟȠȎȏȳșȪțȜХ
ȐȖȘȜțȡȐȎȠȖȟȭХȐȟȳȚȎХ ȟȝȳȐȞȜȏȳȠțȖȘȎȚȖХȏȎțȘȡбХ ȭȘȳХ ȐȳȒȝȜȐȳȒȎȬȠȪХ
ȕȎХ ȜȞȑȎțȳȕȎȤȳȬХ ȝȞȜȤȓȟȡХ ȜȏȟșȡȑȜȐȡȐȎțțȭХ ȠȎдȎȏȜХ ȕȒȳȗȟțȬȬȠȪХ
ȜȏȟșȡȑȜȐȡȐȎțțȭХ ȘșȳєțȠȳȐгХ ǰȖȚȜȑȖХ ȒȜХ ȭȘȜȟȠȳХ ȜȏȟșȡȑȜȐȡȐȎțțȭХ
ȒȜȤȳșȪțȜХ ȐȟȠȎțȜȐșȬȐȎȠȖХ ȐХ ȟȠȎțȒȎȞȠȎȣбХ ȧȜХ ȐȳȒȜȏȞȎȔȎȬȠȪХ
ȝȜșȳȠȖȘȡХȢȳțȎțȟȜȐȜȴХȡȟȠȎțȜȐȖХȟȠȜȟȜȐțȜХȘșȳєțȠȳȐбХȳХȝȜȐȖțțȳХȏȡȠȖХ







                                                                                        Мɟɧɟɞɠɦɟɧɬ,  ɦɚɪɤɟɬиɧɝ ɬɚ ɥɨɝіɫɬиɤɚ 
 
Виɩɭɫɤ ХX, №4, ɱɚɫɬиɧɚ ɩɟɪɲɚ, 2014_______________________________________ 87
вХХХХХȝȳȒХȥȎȟХȞȜȕȐ'ȭȕȎțțȭХȘȜțȢșȳȘȠțȖȣХȟȖȠȡȎȤȳȗгХ
ȍȘȧȜХ ȒȓȭȘȳХ ȝȖȠȎțțȭбХ ȧȜХ țȓХ ȐȖȟȐȳȠșȓțȳХ ȎȏȜХ țȓȒȜȟȠȎȠțȪȜХ
ȐȖȟȐȳȠșȓțȳХ ȐХ ȟȠȎțȒȎȞȠȎȣбХ ȞȓȘȜȚȓțȒȡєȠȪȟȭХ ȘȓȞȡȐȎȠȖȟȭХ
ȝȜșȜȔȓțțȭȚȖХȒȜȘȡȚȓțȠȡбХȧȜХȐȖȕțȎȥȎєХȝȞȎȐȖșȎХȘȜȞȝȜȞȎȠȖȐțȜȴХ
ȓȠȖȘȖбХ ȝȞȖțȤȖȝȖХ ȠȎХ ȝȞȎȐȖșȎХ ȝȜȐȓȒȳțȘȖХ ȟȝȳȐȞȜȏȳȠțȖȘȳȐХ ȠȎХ
ȕȎȑȎșȪțȖȚȖХ ȝȞȖțȤȖȝȎȚȖХ ȜȞȳєțȠȎȤȳȴХ țȎХ ȘșȳєțȠȎбХ ȝȜȐȎȑȖбХ
ȐȐȳȥșȖȐȜȟȠȳХ ȠȎХ șȬȒȭțȜȟȠȳгХ ǽȞȖХ ȒȓȘșȎȞȎȤȳȴХ ȭȘȳȟțȜȑȜХ Ȝȏȟșȡв
ȑȜȐȡȐȎțțȭХ ȢȳțȎțȟȜȐȜвȘȞȓȒȖȠțȎХ ȡȟȠȎțȜȐȎХ ȏȓȞȓХ țȎХ ȟȓȏȓХ țȎȟȠȡȝțȳХ
ȕȜȏȜȐ’ȭȕȎțțȭХȧȜȒȜХȭȘȜȟȠȳХȜȏȟșȡȑȜȐȡȐȎțțȭХȘșȳєțȠȳȐХЭȠȎȏșгХзЮгХ








вХ ȝȡțȘȠȖХ ȜȏȟșȡȑȜȐȡȐȎțțȭХ ȐȳȒȘȞȖȐȎȬȠȪȟȭХ ȳХ
ȕȎȘȞȖȐȎȬȠȪȟȭХ ȒșȭХ ȐȳȕȖȠȳȐХ ȘșȳєțȠȳȐХ ȡХ ȥȳȠȘȜХ
ȐȟȠȎțȜȐșȓțȖȗХȥȎȟХȳХȝȞȎȤȬȬȠȪХȒȜХȜȟȠȎțțȪȜȑȜХȘșȳєțȠȎХ
ЭȧȜХ ȡȐȳȗȦȜȐХ ȒȜХ ȜȢȳȤȳȗțȜȑȜХ ȕȎȘȞȖȠȠȭХ ȝȡțȘȠȡХ
ȜȏȟșȡȑȜȐȡȐȎțțȭЮрХ
вХ ȘșȳєțȠȖХ ȏȎțȘȡХ ȕȎȏȓȕȝȓȥȓțȳХ ȒȜȟȠȡȝȜȚХ ȒȜХ ȟȖȟȠȓȚХ
ȟȎȚȜȜȏȟșȡȑȜȐȡȐȎțțȭбХ ȎХ ȠȎȘȜȔХ ȴȚХ ȕȎȏȓȕȝȓȥȓțȎХ
ȚȜȔșȖȐȳȟȠȪХțȎȐȥȎțțȭХțȎȐȖȘȎȚХȟȎȚȜȜȏȟșȡȑȜȐȡȐȎțțȭрХ
вХ ȡХ ȝȡțȘȠȎȣХ ȜȏȟșȡȑȜȐȡȐȎțțȭХ ȕȎȐȔȒȖХ ȝȳȒȠȞȖȚȡєȠȪȟȭХ
ȥȖȟȠȜȠȎХ ȳХ ȝȜȞȭȒȜȘХ ЭȝȞȖȚȳȧȓțțȭбХ ȚȓȏșȳбХ ȐȳȠȞȖțȖбХ
ȞȓȘșȎȚțȳХȚȎȠȓȞȳȎșȖХȳХȠгȒгЮгХ
вХ ȐȳȒȐȳȒȡȐȎȥȳХ ȕȎȏȓȕȝȓȥȡȬȠȪȟȭХ țȓȜȏȣȳȒțȖȚȖХ
ȎȘȠȡȎșȪțȖȚȖХ ȳțȢȜȞȚȎȤȳȗțȖȚȖХ ȠȎХ ȞȓȘșȎȚțȖȚȖХ
ȚȎȠȓȞȳȎșȎȚȖХ ȕȎХ ȏȎȕȜȐȖȚХ ȝȓȞȓșȳȘȜȚХ ȝȜȟșȡȑбХ
ȝȞȜȒȡȘȠȳȐбХ ȝȞȜȝȜȕȖȤȳȗХ ȠȎХ ȝȞȜȚȜвȎȘȤȳȗбХ ȧȜХ
țȎȒȎȬȠȪȟȭХȡȟȠȎțȜȐȜȬрХХ
вХ ȡХ ȝȡțȘȠȎȣХ ȜȏȟșȡȑȜȐȡȐȎțțȭХ ȒșȭХ ȘșȳєțȠȳȐХ ȟȠȐȜȞȓțȳХ
ȘȜȚȢȜȞȠțȳХȡȚȜȐȖХȜȥȳȘȡȐȎțțȭХȕȎХțȎȭȐțȜȟȠȳХȥȓȞȑȖХțȎХ
ȜȏȟșȡȑȜȐȡȐȎțțȭрХХ
вХ ȝȡțȘȠȖХ ȜȏȟșȡȑȜȐȡȐȎțțȭХ ȐȳȒȘȞȖȠȳХ ȒșȭХ ȕȐȜȞȜȠțȜȑȜХ
ȕȐ'ȭȕȘȡХȕХǸșȳєțȠȎȚȖХЭȐȘșȬȥȎȬȥȖХȞȜȕȑșȭȒХȝȞȓȠȓțȕȳȗХȳХ
ȝȞȜȝȜȕȖȤȳȗбХȧȜХțȎȒȣȜȒȭȠȪХȐȳȒХȘșȳєțȠȳȐЮрХ
ǿȝȳȐȞȜȏȳȠțȖȘȖХ вХ ȘșȳєțȠȎȚХ ȑȎȞȎțȠȜȐȎțȖȗХ ȳțȒȖȐȳȒȡȎșȪțȖȗХ ȝȳȒȣȳȒбХ
ȧȖȞȓХ ȳХ ȒȜȏȞȜȕȖȥșȖȐȓХ ȟȠȎȐșȓțțȭХ ȳХ ȘȐȎșȳȢȳȘȜȐȎțȓХ
ȜȏȟșȡȑȜȐȡȐȎțțȭрХ
вХ ȟȝȳȐȞȜȏȳȠțȖȘȖХ ȕȎȐȔȒȖХ ȐȐȳȥșȖȐȳбХ ȝȞȖȐȳȠțȳХ ȳХ ȑȜȠȜȐȳХ
ȒȜȝȜȚȜȑȠȖХȏȡȒȪвȭȘȜȚȡХȘșȳєțȠȡрХ
вХȳțȢȜȞȚȎȤȳȭХțȎȒȎєȠȪȟȭХȘșȳєțȠȡХȐХȒȜȟȠȡȝțȳȗХȒșȭХХ
Пɪɨɛɥɟɦи ɪɚɰіɨɧɚɥьɧɨɝɨ ɜиɤɨɪиɫɬɚɧɧя ɫɨɰіɚɥьɧɨ-ɟɤɨɧɨɦіɱɧɨɝɨ 
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ȝȞȜȒȜȐȔȓțțȭХȠȎȏșгХзХ
жХ зХ
Х ȞȜȕȡȚȳțțȭХ ȳХ ȟȝȞȖȗțȭȠȠȭХ ȢȜȞȚȳХ ЭȭȘȎХ țȓХ ȚȳȟȠȖȠȪХ
ȔȎȞȑȜțȡХȠȎХȳțȦȖȣХțȓȕȞȜȕȡȚȳșȖȣХȘșȳєțȠȡХȟșȳȐХȳХȢȞȎȕЮрХ
вХȐХȏȡȒȪвȭȘȖȣХȟȖȠȡȎȤȳȭȣХȘșȳєțȠХȡȟȠȎțȜȐȖХțȓХȝȜȥȡєХȐȳȒХ
ȟȝȳȐȞȜȏȳȠțȖȘȳȐХ ȠȎȘȳХ ȢȞȎȕȖХ ȎȏȜХ ȴȣХ ȚȜȒȖȢȳȘȎȤȳȴпХ «ȄȓХ
ǰȎȦȳХ ȝȞȜȏșȓȚȖ»бХ «ȄȓХ țȓХ ȚȜȭХ ȟȝȞȎȐȎ»бХ «ȍХ țȓХ ȕțȎȬ»бХ
«ǻȳȥȖȚХțȓХȚȜȔȡХȒȜȝȜȚȜȑȠȖ»рХ




вХ ȘȜȔȓțХ ȘșȳєțȠХ ȡȟȠȎțȜȐȖХ ȚȜȔȓХ ȟȘȜȞȖȟȠȎȠȖȟȭХ ȡХ
ȝȡțȘȠȡХ ȜȏȟșȡȑȜȐȡȐȎțțȭХ ȝȜȐțȖȚХ ȝȓȞȓșȳȘȜȚХ
ȒȜȟȠȡȝțȖȣХ ȝȞȜȝȜȕȖȤȳȗбХ ȡХ ȠȜȚȡХ ȥȖȟșȳХ ȕȑȳȒțȜХ
ȎȘȠȡȎșȪțȖȣХ ȝȞȜȚȜвȎȘȤȳȗбХ ȜȠȞȖȚȎȠȖХ ȝȜȐțȖȗХ
ȘȜȚȝșȓȘȟХ ȘȜțȟȡșȪȠȎȤȳȗХ ȠȎХ ȝȜȟșȡȑбХ ȧȜХ țȎȒȎȬȠȪȟȭХ ȐХ
ȒȎțȜȚȡХ ȝȡțȘȠȳХ ȜȏȟșȡȑȜȐȡȐȎțțȭХ ȡХ ȐȳȒȝȜȐȳȒțȜȟȠȳХ ȒȜХ
ȟȐȜȴȣХȳțȒȖȐȳȒȡȎșȪțȖȣХȝȜȠȞȓȏрХ
вХ ȘȜȔțȜȚȡХ ȘșȳєțȠȡХ ȑȎȞȎțȠȜȐȎțȎХ ȘȜțȢȳȒȓțȤȳȗțȳȟȠȪХ
ȳțȢȜȞȚȎȤȳȴХ ȝȞȜХ ȜȝȓȞȎȤȳȴбХ ȞȎȣȡțȘȖбХ ȎХ ȠȎȘȜȔХ ȳțȦȳХ
ȐȳȒȜȚȜȟȠȳбХ ȭȘȳХ ȚȜȔȡȠȪХ ȕȎȐȒȎȠȖХ ȦȘȜȒȖХ ȞȓȝȡȠȎȤȳȴбХ
ȳțȦȖȚХȚȎȠȓȞȳȎșȪțȖȚХȎȏȜХțȓȚȎȠȓȞȳȎșȪțȖȚХ ȳțȠȓȞȓȟȎȚХ
ȘșȳєțȠȎрХ
вХ țȓХ ȚȓțȦХțȳȔХ ȡХ ое%Х ȐȖȝȎȒȘȳȐХ ȝȖȠȎțțȭХ ȘșȳєțȠȎХ ȡХ
ȝȡțȘȠȳХ ȜȏȟșȡȑȜȐȡȐȎțțȭХ ȐȖȞȳȦȡєȠȪȟȭХ ȝȞȖХ ȝȓȞȦȜȚȡХ
ȐȳȒȐȳȒȡȐȎțțȳрХ
вХ ȡХ ȝȡțȘȠȎȣХ ȜȏȟșȡȑȜȐȡȐȎțțȭХ țȓХ ȚȓțȦХ țȳȔХ ȡХ ое%Х
ȐȖȝȎȒȘȳȐХ ȥȎȟХ ȜȥȳȘȡȐȎțțȭХ ȘșȳєțȠȎХ ȐХ ȥȓȞȕȳХ țȎХ
ȜȏȟșȡȑȜȐȡȐȎțțȭХțȓХȝȓȞȓȐȖȧȡєХжеХȣȐгрХ
вȐХ ȝȞȖȚȳȧȓțțȭȣХ ȝȡțȘȠȳȐХ ȜȏȟșȡȑȜȐȡȐȎțȭдȕȜțȎȣбХ ȒȓХ
ȕȒȳȗȟțȬєȠȪȟȭХ ȜȏȟșȡȑȜȐȡȐȎțțȭХ ȘȜȞȝȜȞȎȠȖȐțȖȣХ
ȘșȳєțȠȳȐХ ȠȎХ VюівȘșȳєțȠȳȐбХ țȓХ ȚȓțȦХ țȳȔХ ȡХ ок%Х
ȐȖȝȎȒȘȳȐХ ȥȎȟХ ȜȥȳȘȡȐȎțțȭХ ȘșȳєțȠȎХ ȐХ ȥȓȞȕȳХ țȎХ
ȜȏȟșȡȑȜȐȡȐȎțțȭХțȓХȝȓȞȓȐȖȧȡєХкХȣȐгХ
вХ ȡȥȎȟțȖȘȖХ ǰǰǰбХ ȏȎȠȪȘȖХ ȕХ ȚȎșȓțȪȘȖȚȖХ ȒȳȠȪȚȖХ ЭȒȜХ
ȠȞȪȜȣХ ȞȜȘȳȐЮбХ ȳțȐȎșȳȒȖХ жХ ȳХ зХ ȑȞȡȝХ ȜȏȟșȡȑȜȐȡȬȠȪȟȭХ
ȝȜȕȎȥȓȞȑȜȐȜгХ
Х
ǲșȭХ ȕȎȏȓȕȝȓȥȓțțȭХ ȐȖȘȜțȎțțȭХ ȐȕȭȠȖȣХ ȕȜȏȜȐ'ȭȕȎțȪХ ȡȟȠȎțȜȐȎХ
ȝȜȐȖțțȎХ ȐȟȠȎțȜȐȖȠȖХ єȒȖțȡХ ȟȖȟȠȓȚȡХ ȐȖȚȜȑХ ȒȜХ ȝȡțȘȠȳȐХ
ȜȏȟșȡȑȜȐȡȐȎțțȭгХ ȄȓХ ȐȖȚȜȑȖХ ȒȜХ ȞȜȕȠȎȦȡȐȎțțȭбХ ȕȜȐțȳȦțȪȜȑȜХ ȳХ
ȐțȡȠȞȳȦțȪȜȑȜХ ȜȢȜȞȚșȓțțȭХ ȠȎХ ȐȳȕȡȎșȳȕȎȤȳȴХ ЭȐХ ȠгȥгХ ȐȖȚȜȑȖХ ȒȜХ
ȜȞȑȎțȳȕȎȤȳȴХ ȞȜȏȜȥȜȑȜХ ȚȳȟȤȭХ ȟȝȳȐȞȜȏȳȠțȖȘȎЮбХ ȐȖȚȜȑȖХ ȒȜХ
ȕȜȐțȳȦțȪȜȑȜХ ȐȖȑșȭȒȡХ ȟȝȳȐȞȜȏȳȠțȖȘȳȐбХ ȐȖȚȜȑȖХ ȒȜХ ȝȜȐȓȒȳțȘȖХ ȠȎХ
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ȟȝȳșȘȡȐȎțțȭХ ȟȝȳȐȞȜȏȳȠțȖȘȳȐбХ Х ȐȖȚȜȑȖХ ȒȜХ ȝȞȜȢȓȟȳȗțȜȴХ
ȝȳȒȑȜȠȜȐȘȖХ ȟȝȳȐȞȜȏȳȠțȖȘȳȐбХ ȐȖȚȜȑȖХ ȒȜХ ȝȞȜȤȓȟȳȐХ ȠȎХ ȝȞȜȤȓȒȡȞХ
ȜȏȟșȡȑȜȐȡȐȎțțȭХ ȘșȳєțȠȳȐбХ ȐȖȚȜȑȖХ ȒȜХ ȜȞȓțȒȜȐȎțȜȑȜХ дХ
țȓȏȞȓțȒȜȐȎțȜȑȜХȜȏșȎȒțȎțțȭХȠȎХȞȓȘșȎȚțȖȣХȚȎȠȓȞȳȎșȳȐгХ




вХ țȜȞȚȎȠȖȐțȳХ ȠȎХ ȒȜȝȡȟȠȖȚȳХ ȕțȎȥȓțțȭХ ȘȜțȠȞȜșȪȜȐȎțȖȣХ
ȝȜȘȎȕțȖȘȳȐХȭȘȜȟȠȳрХ
вХȚȓȠȜȒȖȘȖХȐȖȚȳȞȬȐȎțțȭХȝȜȘȎȕțȖȘȳȐХȭȘȜȟȠȳХȞȜȏȜȠȖгХ
ХХǼȤȳțȬȐȎțțȭХ ȐȳȒȝȜȐȳȒțȜȟȠȳХ ȝȡțȘȠȳȐХ ȜȏȟșȡȑȜȐȡȐȎțțȭХ
ȐȟȠȎțȜȐșȓțȖȚХȒȜХțȖȣХȐȖȚȜȑȎȚХȚȎєХȐȳȒȏȡȐȎȠȖȟȪХȝȓȞȳȜȒȖȥțȜХȝȳȒХ
ȥȎȟХ ȝȞȜȐȓȒȓțțȭХ ȜȝȓȞȎȤȳȗțȖȣХ ȝȓȞȓȐȳȞȜȘбХ ȎȡȒȖȠȳȐХ
ȢȡțȘȤȳȜțȎșȪțȖȣХ ȝȳȒȞȜȕȒȳșȳȐбХ ȕȜȐțȳȦțȳȣХ ȝȓȞȓȐȳȞȜȘХ ЭȎȡȒȖȠХ
ȠȞȓȠȪȜȬХ ȟȠȜȞȜțȜȬХ țȎȝȞȖȘșȎȒХ ȕȎХ ȚȓȠȜȒȖȘȜȬХ «ȀȎєȚțȖȥȖȗХ
ȝȜȘȡȝȓȤȪ»Х Э«MysteryХ Shopper»ЮЮбХ ȚȎȞȘȓȠȖțȑȜȐȖȣХ ȒȜȟșȳȒȔȓțȪХ
ȕȎȒȜȐȜșȓțȜȟȠȳХ ȘșȳєțȠȳȐХ ЭшustomerХ SatisfactionХ юndexХ ȠȎХ ȳțЮбХ ȎХ
ȠȎȘȜȔХ țȎХ ȝȳȒȟȠȎȐȳХ ȧȜȚȳȟȭȥțȜȴдȘȐȎȞȠȎșȪțȜȴХ ȕȐȳȠțȜȟȠȳХ ȝȞȜХ
ȟȘȎȞȑȖХȠȎХȕȐȓȞțȓțțȭХȘșȳєțȠȳȐгХ




ȐȳȒȝȜȐȳȒțȖȣХ ȚȓȠȜȒȖȘȎȣХ ȡȟȠȎțȜȐȖгХ Х ǰХ ȠȎȏșȖȤȳХ иХ țȎȐȓȒȓțȳХ
ȜȟțȜȐțȳХ ȟȘșȎȒȜȐȳХ ȜȤȳțȬȐȎțțȭХ ȭȘȜȟȠȳХ ȜȏȟșȡȑȜȐȡȐȎțțȭХ ȘșȳєțȠȳȐбХ
ȭȘȳХ ȐȟȠȎțȜȐșȬȬȠȪȟȭХ ȠȎХ ȕȎȠȐȓȞȒȔȡȬȠȪȟȭХ ȡȟȠȎțȜȐȜȬХ ȝȳȟșȭХ
ȝȞȜȐȓȒȓțțȭХȝȳșȜȠțȖȣХȕȎȚȳȞȳȐгХХ
ǾȓȕȡșȪȠȎȠȖХ ȐȖȚȳȞȬȐȎțțȭХ ȳХ ȘȜțȠȞȜșȪХ ȝȜȘȎȕțȖȘȳȐХ ȭȘȜȟȠȳХ
ȞȜȏȜȠȖХȚȜȔȓХȏȡȠȖХȐȖȘȜȞȖȟȠȎțȳХȡХȟȖȟȠȓȚȳХȚȜȠȖȐȎȤȳȴХȝȳȒȞȜȕȒȳșȳȐбХ
ȐȳȒȝȜȐȳȒȎșȪțȖȣХ ȕȎХ ȜȞȑȎțȳȕȎȤȳȬХ ȠȎдȎȏȜХ ȕȒȳȗȟțȓțțȭХ
ȜȏȟșȡȑȜȐȡȐȎțțȭХ ȘșȳєțȠȳȐгХ ȀȜȏȠȜХ ȤȓХ ȝȳȒȠȐȓȞȒȔȡєХ ȒȜȤȳșȪțȳȟȠȪХ
ȐȝȞȜȐȎȒȔȓțțȭХ ȘșȳєțȠȜȜȞȳєțȠȜȐȎțȜȑȜХ ȝȳȒȣȜȒȡХ ȭȘХ ȒșȭХ ȘșȳєțȠȎбХ
ȠȎȘХȳХȒșȭХȟȎȚȜȴХȡȟȠȎțȜȐȖгХХ
ȀȎȘȖȚХȥȖțȜȚбХȝȞȜȐȓȒȓțȓХȒȜȟșȳȒȔȓțțȭХȝȜȘȎȕȎșȜХȒȜȤȳșȪțȳȟȠȪХ
ȕȎȟȠȜȟȡȐȎțțȭХ ȘșȳєțȠȜȜȞȳєțȠȜȐȎțȜȑȜХ ȝȳȒȣȜȒȡХ ȐХ ȝȜșȳȠȖȤȳХ
ȜȏȟșȡȑȜȐȡȐȎțțȭХ ȘșȳєțȠȳȐХ ȢȳțȎțȟȜȐȜвȘȞȓȒȖȠțȖȣХ ȡȟȠȎțȜȐгХ ǲșȭХ
ȝȞȎȘȠȖȥțȜȑȜХ ȐȝȞȜȐȎȒȔȓțțȭХ ȘșȳєțȠȜȜȞȳєțȠȜȐȎțȜȑȜХ ȝȳȒȣȜȒȡХ
țȓȜȏȣȳȒțȜХ ȕȎȒȓȘșȎȞȡȐȎȠȖХ ȟȠȎțȒȎȞȠȖХ ȭȘȳȟțȜȑȜХ ȜȏȟșȡȑȜȐȡȐȎțțȭХ
ȘșȳєțȠȳȐгХХХȀȎȘȳХХХȟȠȎțȒȎȞȠȖХХХХȒȜȤȳșȪțȜХХХХȞȜȕȑșȭȒȎȠȖХХХȐХХȞȜȕȞȳȕȳХ
Пɪɨɛɥɟɦи ɪɚɰіɨɧɚɥьɧɨɝɨ ɜиɤɨɪиɫɬɚɧɧя ɫɨɰіɚɥьɧɨ-ɟɤɨɧɨɦіɱɧɨɝɨ 
ɬɚ ɩɪиɪɨɞɧɨ-ɪɟɫɭɪɫɧɨɝɨ ɩɨɬɟɧɰіɚɥɭ ɪɟɝіɨɧɭ_________________________________________   
 
   ____________________________________________Зɛіɪɧиɤ ɧɚɭɤɨɜиɯ ɩɪɚɰь 90
Х ȀȎȏșȖȤȭХиХ
ǿȘșȎȒȜȐȳХȜȤȳțȬȐȎțțȭХȭȘȜȟȠȳХȜȏȟșȡȑȜȐȡȐȎțțȭХȘșȳєțȠȳȐХ























































ȕȎȑȎșȪțȖȣХ ȟȠȎțȒȎȞȠȳȐХ ȠȎХ ȟȝȓȤȖȢȳȥțȖȣХ ȟȠȎțȒȎȞȠȳȐбХ ȭȘȳХ ȏȡȒȡȠȪХ
ȕȎșȓȔȖȠȖХ ȐȳȒХ ȜȟȜȏșȖȐȜȟȠȳХ ȟȢȓȞȖХ ȒȳȭșȪțȜȟȠȳХ ȢȳțȎțȟȜȐȜв
ȘȞȓȒȖȠțȜȴХ ȡȟȠȎțȜȐȖгХ ȀȜȚȡХ ȕȎȝȞȜȝȜțȜȐȎțȳХ ȕȎȑȎșȪțȳХ ȐȖȚȜȑȖХȒșȭХ
ȟȠȐȜȞȓțțȭХ єȒȖțȖȣХ ȘȳșȪȘȳȟțȖȣХ ȳХ ȭȘȳȟțȖȣХ ȟȠȎțȒȎȞȠȳȐХ
ȜȏȟșȡȑȜȐȡȐȎțțȭХ ȘșȳєțȠȳȐгХ ǲȜȠȞȖȚȎțțȭХ ȤȖȣХ ȐȖȚȜȑХ ȒȜȕȐȜșȖȠȪХ
ȢȳțȎțȟȜȐȜвȘȞȓȒȖȠțȖȚХ ȡȟȠȎțȜȐȎȚХ țȎȏșȖȕȖȠȖХ ȝȜșȳȠȖȘȡХ ȟȐȜєȴХ





жгХ ǿȜȘȜșȜȐХ ǹгХ ȁȝȞȎȐșȓțȖȓХ ȘșȖȓțȠȜȜȞȖȓțȠȜȐȎțțȜȗХ
ȜȞȑȎțȖȕȎȤȖȓȗХ вХ ȝȜȖȟȘХ ȏȎșȎțȟȎХ ȢȜȞȚȎșȪțȜȑȜХ ȖХ țȓȢȜȞȚȎșȪțȜȑȜХдХ
ǹгХǿȜȘȜșȜȐгХ ХǿгХ жеевжелдХ ǴȡȞțȎșХ ǽȞȜȏșȓȚȩХ ȠȓȜȞȖȖХ ȖХ ȝȞȎȘȠȖȘȖХ
ȡȝȞȎȐșȓțȖȭгХХХзежигХХ№ХжжгХХ
 
                                                                                        Мɟɧɟɞɠɦɟɧɬ,  ɦɚɪɤɟɬиɧɝ ɬɚ ɥɨɝіɫɬиɤɚ 
 
Виɩɭɫɤ ХX, №4, ɱɚɫɬиɧɚ ɩɟɪɲɚ, 2014_______________________________________ 91





йгХ ǯȓȕȠȓșȓȟțȎХǹгХ ІгХ ȁȝȞȎȐșȳțțȭХ șȬȒȟȪȘȖȚХ ȞȜȕȐȖȠȘȜȚХ ȠȎХ ȗȜȑȜХ
ȢȳțȎțȟȜȐȓХȕȎȏȓȕȝȓȥȓțțȭХȐХȁȘȞȎȴțȳпХȜȤȳțȘȎХȳХȝȓȞȟȝȓȘȠȖȐȖХ[ȀȓȘȟȠ]ХпХ
ȚȜțȜȑȞȎȢȳȭХ дХ ǹгХ ІгХǯȓȕȠȓșȓȟțȎХрХ ǻȎȤгХ ȡțвȠХ ȐȜȒгХ ȑȜȟȝвȐȎХ ȠȎХ
ȝȞȖȞȜȒȜȘȜȞȖȟȠȡȐȎțțȭгХвХǾȳȐțȓХпХǻȁǰǱǽбХзежегХвХилжХȟгХпХȠȎȏșгХХ
кгХ ǺȡȣȜȞȠȜȐȎХ ǼгХ ǸșȖȓțȠȜȜȞȖȓțȠȖȞȜȐȎțțȜȟȠȪХ [ȋșȓȘȠȞȜțțȩȗХ
ȞȓȟȡȞȟ]Х ддХ ǾȓȔȖȚХ ȒȜȟȠȡȝȎпХ httpпддmindcapitalгХ ruдarticleдХ
klientoorientirovannostХХ
лгХǹȬȠȖȗХІгХǼгХǯȎțȘȳȐȟȪȘȖȗХȚȎȞȘȓȠȖțȑпХȝȳȒȞȡȥțгХ[ȒșȭХȟȠȡȒгХȐȖȧгХ
țȎȐȥгХ ȕȎȘșг]Х дХ ІгХ ǼгХ ǹȬȠȖȗбХ ǼгХ ǼгХ ǿȜșȜȒȘȎХ —Х ǸгХ пХ ȄȓțȠȞХ ȡȥȏȜȐȜȴХ
șȳȠȓȞȎȠȡȞȖбХзежегХ—ХммлХȟгХХ




нгХ ȃȎȞȟȘȖȗХ ǸгХ ǸșȖȓțȠȜȜȞȖȓțȠȖȞȜȐȎțțȜȟȠȪХ ȘȎȘХ ȜțȎХ ȓȟȠȪХ
[ȋșȓȘȠȞȜțțȩȗХ ȞȓȟȡȞȟ]Х ддХ зееогХ –Х ǾȓȔȖȚХ ȒȜȟȠȡȝȎпХ
httpпддwwwгprometrгcomгuaдcategoryдarticlesдallдиийзХХХ
огХ ǱȓȞȤȖȘХ ǰгХ ǮгбХ ǱȓȞȤȖȘХ ǲгХ ǼгХ ІțțȜȐȎȤȳȗțȳХ ȎȟȝȓȘȠȖХ
ȐȝȞȜȐȎȒȔȓțțȭХ ȘȜțȤȓȝȤȳȴХ ȚȎȞȘȓȠȖțȑȡХ ȟȠȜȟȡțȘȳȐХ ȐХ ȏȎțȘȳȐȟȪȘȳХ
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